Scholarly writing on emotions in organizations has passed an important marker of progress, albeit an informal one. Specifically, up until recently it seemed almost required of theoretical or empirical papers that they begin with a lament that emotions in organizations represented an area that was understudied, misunderstood, neglected, discriminated against, and so on. This is no longer the case. It can safely be reported that, alongside the continuing strength of cognitive approaches to understanding organizational behaviour, the study of affect and emotion has achieved legitimacy, and the role of affect and emotion as important factors in understanding behavior in organizations is well-established. The markers of this legitimacy are many and varied, including numerous conferences devoted to emotion, emotions tracks within broader conferences, books in the popular business press, the increasing number of articles appearing in scholarly journals with emotions as a central focus or as an important explanatory construct, and special journal issues devoted to emotions. Notable among these markers is the presence of this series, which provides an annual forum for current research on emotions in organizational behavior.
Zerbe, W.J., team tasks, and higher team performance and viability. Further they investigated the mediating role of social capital and task processes. In a methodologically impressive study of ongoing, intact self managed teams in a manufacturing setting, Druskat and Pescosolido showed that emergent leaders who build the emotional competence of their teams are much more effective than those who use directive leadership styles.
THE CHAPTERS
Erika Sauer and Arja Ropo take a very different approach to the study of team leadership in Chapter 3. Using a social constructivist analysis of narrative they describe the use of shame by a leader to drive the performance of a theatre ensemble. Rather than opposing directive and supportive leadership styles, as in the previous chapter, Sauer and Ropo consider leadership as a social process that is inherently paradoxical, in which leaders create emotional tensions-such as the simultaneous experience of shame and joy. Interviews and participant observation are used to gather information that is then presented in the form of a fictional narrative, a story of the experience of a leader and the lead that engages the reader in the turbulence and contradictions of leadership in practice.
In Chapter 4 Fleur Piper and Nanette Monin examine similarly emotionally charged incidents involving workers and their supervisors. Using a grounded theory approach Piper and Monin found that the emotions experienced by workers (whether expressed, repressed or edited) following an were overwhelmingly negative with the most commonly cited emotions being feelings of powerless and frustration. Furthermore, their research revealed that a key cause for dissonance was the substantial gap between the supervisor's respect and value for them as workers and the personal and the professional values and expectations of the workers, leading a number of them to reveal that they had lost respect for their supervisor and felt disillusioned about the morality and ethicality of the workplace environment itself. Their findings show the importance of a psychologically safe organizational climate in which discontent is acknowledged and discussed and the goal of interpersonal health held in high regard.
The effective management of emotion is particularly relevant to organizational outcomes in service organizations. In chapters 5 and 6 Dorthe Eide and Annabelle Mark look at emotion work performed by employees in the hospitality industry and healthcare organisations where emotional labour is not explicitly considered to be a part of organisational activities, while in chapters 7 and 8 Celeste Brotheridge and Ian Taylor and Andrea Fischbach and colleagues consider the role that culture plays in the perceptions of service workers regarding the emotion work that they undertake. Dorthe Eide presents an interesting conceptualisation of the role of emotion in service work looking at the phenomenon of care in organizations. Eide presents a framework for the ideal types of practice in frontline work and suggests that emotions are a vital component of the care work undertaken by frontline workers. Need finalisation once chapter revision complete.
In the following chapter, conceptualising patients in lifecycle terms and emphasising the need to consider the role of emotion at different stages in this journey, Annabelle Mark considers the role of emotion in the context of healthcare, in particular the National Health Service in the UK. Mark discusses the importance of understanding the role that emotions play in healthcare at both the macro and the micro levels and suggests that "an approach to healthcare based on rational systems approach alone, although necessary, is not sufficient to the task ahead". The importance of emotion in healthcare is highlight by Mark's claim that the "distances being created between doctors and their patients, through a lack of attention to emotion, are dysfunctional in enabling recovery". Overall, this chapter shows how accepting emotion as a driving force in healthcare organisations can increase motivation, enrich job performance, reduce stress and enhance relationships as well as present ethical and legal benefits. Ignoring it, in contrast, reduces the quality and quantity of acceptable patient outcomes.
In Chapter 7, Celeste Brotheridge and Ian Taylor explore an issue of considerable international relevance in their examination of cross-cultural differences in emotional labour performed by flight attendants working in a multicultural setting. Using four different perspectives, they examine differences in how workers perform emotional labour. Findings from their research indicate that there appears to be cultural variations in how workers perform emotional labour, "notably deep acting and the hiding feelings dimension of surface acting, but not the faking emotions dimension of surface acting".
The findings of Fischbach and colleagues, which compares emotion work carried out by travel agents in Germany and the United States, also indicates differences in the way that people from different cultures perform emotion work. The frequency of both neutrality requirements and emotional dissonance were found to be lower in the US than in Germany. However, while sensitivity requirements were expected to be higher in the US sample than the German sample the reverse was found to be true. Furthermore, the data did not support their predictions regarding the frequency of either positive or negative emotion display requirements or sympathy display requirements. Results also indicated that at least in the case of the travel agent role, job requirements for emotion work appear to exert a greater influence on emotion regulation than did cultural difference. The superiority of some emotion work strategies in terms of consequences for workers well-being are also noted and suggested as a model for sales occupations across cultures.
In Chapter 9, Markus Groth, Thorsten Hemmig-Thurau, and Gianfranco Walsh deal with the other side of the service encounter -customer emotions. They present a model which includes thirteen propositions relating to the antecedents and mechanisms of customer satisfaction and retention. In their model, service provider job satisfaction and organizational citizenship behavior, together with the strength of the service relationships and service scripts affect emotional labor strategies (deep versus surface acting). These strategies, in turn, influence customer attitudes including the customer's perceptions of the service provider's service orientation, of benefit relationships, and of trust. In the final step of this model, these attitudes together determine customer satisfaction and, ultimately, customer behavior in terms of retention.
In chapter 10, Janet McColl-Kennedy and Amy Smith address an area that, surprisingly, has attracted little research attention to date: customer emotions following a "service failure." In this model, a customer experiencing an unsatisfactory service encounter experiences a range of negative emotions, culminating in emotions of anger, and even rage. McColl-Kennedy and Smith discuss the nature of customer emotion, including measurement issues, and develop a model based on principles of cognition-emotion, attribution theory, and emotional contagion.
Finally, they suggest that customer characteristics such as gender and national culture play a role.
While Chapters 9 and 10 present theoretical models of customer emotion, Kay Yoon and Lorna Doucet in Chapter 11 provide data from 1000 telephone service interactions involving 125 service providers in a retail bank. The focus of this research is on the negative emotions of the service provider associated with "problematic service interactions." Results of this research show that the service providers' negative emotional displays are determined by their prior history of negative emotional displays, especially when they perceive that the customer, rather than the bank, is to blame for the service failure in the first instance.
